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Customer Relationship Management (CRM) theory is based upon the premise that good customer service results in satisfied customers, who in turn are more likely to remain loyal and recommend the service provider to others (Keiningham et al., 1999; Keiningham, Perkins-Munn, & Evans, 2003; Rust, Zahorik, & Keiningham, 1994; Söderlund & Vilgon, 1999) . This concept is known as the "service-profit chain" (Heskett, Sasser, & Schlesinger, 1997) . Applied to commercial property management, the theory implies tenants should receive better service whilst landlords should achieve a return on investment in delivering that service, in the form of increased lease renewal rates and an improvement in the reputation of the landlord and the property manager who acts on their behalf, resulting in fewer void periods without compromising rents.
Traditionally there has been a somewhat adversarial relationship between landlords and tenants.
Adam Smith (1776 p. 124) believed that rent had a "natural" level, which would maximise the benefit to the landlord, with lease terms being set so as to give the tenant the smallest viable tract of land for the maximum price the tenant could afford to pay. Until the late 20 th century, property management continued to be about maximising rents and rapid recourse to legal process to resolve disputes between landlord and tenant. Edington (1997 p. xii) points out that the traditional approach to property management "gives no glimpse of the notion that if a supplier (the landlord) is receiving substantial sums (rents) from the customer (tenant), then the customer has the right to receive exemplary service."
Edington was an early proponent of the need for customer-focused property management, eschewing the "old way" of treating customers as a source of "upwardly mobile income" and recognizing instead that "it is the tenants that are mobile and that their custom must be earned."
Other real estate practitioners and writers have recognised that historically the real estate industry has not focused enough on customer relationships (Silver, 2000; Valley, 2001; Worthington, 2015) .
During the past decade there has been a gradual shift in attitude and behaviour on the part of property owners and managing agents towards a more customer-oriented approach to property management. The RealService Best Practice Group was founded in 2004 as a benchmarking and best practice group of property owners and managers "dedicated to helping the real estate industry improve customer service and generate improved property performance" (Morgan; RealService Ltd, 2010 ). purpose of this research is to improve understanding between landlords and their tenants, to help landlords and the property managers who act on their behalf to understand what aspects of property management matter most to occupiers, and to identify where there is greatest scope for improving occupier satisfaction and loyalty. In particular, the research addresses the following questions:
Research Questions Research Questions Research Questions Research Questions
This research aims to improve the mutual understanding between landlords and corporate occupiers, by addressing the following questions:
• Review
Review Review Review of Previous Research of Previous Research of Previous Research of Previous Research
impression of the service which they might expect to receive. Owners who are entrusting the task of acquiring occupiers to agents must ensure that appropriate incentives and key performance indicators are in place to ensure they deliver a professional service (Ronco, 1998; Williamson, 2002) . Johnson, Dotson, & Dunlap (1988) found that the determinants of real estate service quality conform to those of Parasuraman, Zeithaml, & Berry (1985) but differ in order of importance, and consist of:
service assurances and responsiveness, tangible firm characteristics, tangible product characteristics, reliability of service, and service empathy. SERVPERF is a variant of SERVQUAL which focuses on perception of performance, without the need to measure expectations (Cronin Jr & Taylor, 1992) , an approach endorsed by (influence or market share) to be strongly or moderately related to customer perceived service quality and customer satisfaction.
PROPERTYQUAL is a model designed to investigate occupier satisfaction with purpose-built office buildings, and uses SERVQUAL's five dimensions plus some property-specific ones: Cleanliness, Building services, Signage, Security, Parking and Building aesthetics (Baharum, Nawawi, & Saat, 2009 ). Based on responses from occupiers of 318 office buildings, the researchers found that occupiers believe cleanliness, security and building services to be the most important property-specific aspects of property management. From a service perspective, reliability and responsiveness were found to be of most importance to occupiers.
According to Wilson et al., (2001) , the customers of corporate real estate organisations value responsiveness and flexibility, an understanding of their customers' needs and accountabilities, professionalism, reliability, accessibility, risk management, ease of doing business and competitive pricing / value-for-money / affordability. Chin & Poh (1999) discuss the application of Total Quality Management (TQM) to property management, stating that "customer satisfaction in property management means providing professional, reliable and consistent delivery of management services to the client ... [ensuring that the properties they manage are] in satisfactory working order at all times, with minimal breakdowns and disruptions."
Aspects of property management which "keep, push or pull" office occupiers have been assessed for their impact on satisfaction and loyalty (Appel-Meulenbroek, 2008 physical aspects of the property or its hinterland, but the paper emphasises the need for CRM processes "to keep satisfaction at such a level that it invokes loyalty" and increases 'retention equity'.
"Keep Factors" were found to include building services, scope to extend, flexibility and locational factors that would generally have been considered when choosing the property initially, such as proximity to a city, accessibility and availability of parking. "Push factors" are those which encourage defection, whereas pull factors are those which result from a competitor attracting a customer away from the original supplier. Push and pull factors were found to relate to building maintenance, the quality of fittings, internal climate and the appearance of the building, so Appel-Meulenbroek advises that a landlord should endeavour to keep buildings up-to-date.
In their study into switching behaviour and loyalty to property service suppliers, Levy & Lee (2009) categorised the main reasons for switching suppliers as: core service failure, external requirements, relationships, change in client's requirements, attraction by competitors and pricing. In switching suppliers ('defecting'), there are various costs: procedural, financial & relational (Gee, Coates, & Nicholson, 2008) . For occupiers of commercial property, the main barriers to switching relate to the costs and amount of upheaval involved, so the decision not to renew a lease will not be made lightly, but however excellent the service quality and however satisfied the customer, there will always be some "customer defections" (Venkateswaran, 2003) . Occupiers' businesses may fail, large corporations may decide to rationalise their use of space or need to relocate for other commercial reasons, and the cost of renting the premises may be deemed too high; indeed a global occupier satisfaction study conducted by BOMA & Kingsley Associates (2013) found that occupiers' greatest concern was their rent and the total overall costs of occupation.
For services that are included in the rent and service charge, occupiers require a "well-drafted service level agreement with a provider they can trust" (Gibson et al., 2000) , and want to feel confident that service charges are fair, transparent and well-managed (Freethy, Morgan, & Sanderson, 2011; Noor et al.,, 2010; Noor & Pitt, 2009; . Giving occupiers good value for money requires attention to be paid to the full service-delivery process rather than optimising sub-processes, good communication and ensuring property managers behave professionally and feel valued (Jylha & Junnila, 2014; Sanderson, 2012) .
In the UK, the Real Service Best Practice Group defines best practice in property ownership and management using a framework which encompasses Service strategy, Customer Solutions, People and Table  Table Table  Table 1 1 1 1 summarises key findings from these studies, together with findings from an earlier, smaller study. The perennial dissatisfaction with value for money for service charges is clear, although satisfaction with lease flexibility appears to have improved over the years, as lease durations in the UK have decreased (Frodsham, 2010; IPD, Strutt & Parker, & BPF, 2013; IPD & Strutt & Parker, 2012 the levels of service demanded by its customers", and that "UK occupiers remain frustrated by the adversarial nature of the property industry" (p. 5). One UK property director expressed the opinion that: "The attitude of landlords is 'you are lucky to be talking to us!' I don't expect to have to fight for a relationship when I buy a service," (p. 8) . In the recent study, satisfaction with aspects such as lease flexibility, understanding of occupiers' needs, and amenities within the office and the vicinity had improved markedly since the earlier study, and the property industry was perceived to be less adversarial.
As part of the research, a series of focus groups was held, and participants derived a proposed definition of "Building Performance":
"Building performance can be defined as the way that a building supports occupiers' differing aims and needs, including driving quality and value, meeting sustainability objectives and providing environments that meet the needs of users, resulting in efficient and effective workplaces" (p. 32).
The research also suggested creating a scorecard to measure building performance, aiming to achieve that "sweet spot" (p. 29) that balances the needs of landlords, property managers and occupiers.
Satisfaction with value for money was found to have increased between the two studies, and the researchers state that "occupiers consistently place value and quality ahead of cost considerations when defining building performance" (p. 29). The authors suggest that finding ways to "enhance the occupiers' business profitability" may be more important than "seek[ing] to reduce operating costs (e.g. service charges)". This idea is supported by Coenen, Alexander, & Kok, (2012, p. 83) (Crosby et al., 2006b; Halvitigala, Murphy, & Levy, 2011) . Interestingly, this view is not supported by the recent study into the satisfaction of office occupiers in the UK (British Council for Offices & RealService Ltd, 2015) in which respondents felt that "it is not the case that the big occupiers are getting the best service and smaller occupiers are losing out" (p. 16). Rather, receiving good service can be a "complete lottery". Interviews were scheduled in advance, at a time to suit the interviewee. All interviews began with an explanation of the purpose of the interview and confirmation that the interviewee was qualified to give an opinion on their organisation's satisfaction with aspects of the property and property management.
Respondents were told that they could make "off-the-record" comments if they wished, or could remain anonymous, but were encouraged to be open and honest with their feedback so that their landlord or managing agent could act on the feedback to improve the service they deliver.
The interviews generally asked occupiers for their opinions about each aspect of their occupancy, and the responses were hand-written during the interview and subsequently transcribed and entered into an SQL database. Although interviews were sometimes recorded, with the interviewees' permission, this was for quality control and training rather than to assist with the subsequent transcription. After an interview had been entered into the database, a ratings check was performed by another person, to ensure the values entered were those initially written during the interview.
The questionnaires themselves are confidential and the intellectual property of RealService Ltd. For all questions, occupiers were asked to give qualitative answers, discussing their feelings about the service, instances of good or bad service and key issues of importance to respondents and their
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colleagues. Where applicable, these responses were supplemented by a quantitative rating. The system of ratings was explained: respondents were asked to rate their satisfaction, or the quality of service, "on a scale of '1' to '5' where '1' represents 'very dissatisfied' or 'very poor' and '5' represents 'very satisfied' or 'excellent'. The rating was done after the qualitative discussion, so that it is a considered score that summarises their opinion in a quantitative way. Table  Table Table  Table 2 2 2 2 gives examples of questions that were asked of interviewees during occupier satisfaction studies: What originally attracted your company to this building?
How satisfied were you with the way the initial enquiry was handled?
How satisfied are you with the building design, in terms of its functionality?
How do you rate your overall satisfaction with facilities management? 'Cleaning' refers to the cleaning of common parts, usually paid for as part of the Service Charge, but can also include cleaning within the demise if this is organised by the landlord or their agent.
Similarly, 'Maintenance' refers to any maintenance of the building that is the landlord's responsibility.
'Waste and Recycling' is grouped into a single question, although there is some overlap with 'Corporate Social Responsibility', because some occupier satisfaction studies included several questions about sustainability and environmental initiatives, of which 'Recycling' is one. Questions about occupiers' satisfaction with 'Waste and Recycling' were not asked if they were not the landlord's responsibility, unless the landlord or managing agent had encouraged occupiers to collaborate to have a single waste collection service to achieve economies of scale.
Questions about 'Entrances / Reception' encompass the lobby of an office building. Surveys usually included questions about satisfaction with HVAC (Heating, Ventilation and Air-Conditioning) and
Lighting, and the reliability of lifts in a building. Many studies asked about satisfaction with Amenities or Services; these could be within the property, or perhaps in the vicinity. Only about onequarter of interviews asked about satisfaction with the Leasing Process, in part because the interviewee may not have been involved in the actual leasing.
The 'Professionalism' category refers to the professionalism of the property manager, and includes questions about occupiers' perception of being treated as a valued customer and of the customer service they receive. 'Billing and Documentation' relates to the accuracy, transparency and timeliness of documentation such as service charge budgets and reconciliations. 'Approvals and Legal Processes' includes applications for licenses, such as those required under the terms of the lease if the occupier wishes to make alterations to the property. It also incorporates requests to assign or sub-let the property.
All occupier satisfaction studies included a summary question, at the end of interviews, which asked occupiers to give a summary rating of their overall satisfaction, taking into account all the aspects that had been discussed during the interview. As well as this question on 'Overall Satisfaction', many interviews also asked occupiers earlier on in the interview to summarise their overall satisfaction with property management, and some asked occupiers to rate their landlord's performance on the scale of '1'
to '5' that was used for almost all questions. Approximately one-quarter of interviews, mainly those conducted in the earlier years, asked occupiers to rate their lease renewal intentions: how likely they were to renew their lease if the decision had to be taken today. Other questions used as dependent variables in the analysis include occupiers' ratings of their perception of receiving value for money for rent and their willingness to recommend their landlord.
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Analysis Analysis Analysis Analysis
The first research question, corporate occupiers' opinions about the qualities of the ideal landlord, was addressed by categorising responses from interviews with 100 property directors of major companies in the UK, and presenting the responses in a bar chart. This highlights the characteristics of landlords that occupiers believe lead to an amicable, symbiotic relationship.
For the other research questions, the analysis used structural equation modelling (SEM) to show the factors that have most impact on occupier satisfaction and loyalty, and logistic regression to analyse determinants of occupiers' willingness to recommend their landlord.
The determinants of occupier satisfaction and loyalty were established using structural equation modelling with SMART PLS. This software package has been used in marketing research to identify factors affecting consumers' behaviour, and is suitable for researching determinants of occupier satisfaction. In particular, it makes no assumptions about the distribution of data, so is not limited by the fact that the occupier satisfaction data in this study does not follow a normal distribution, but exhibits negative skewness and positive kurtosis. It is also able to analyse data which has missing fields, as is the case with the occupier satisfaction data used for this research, because different questions were asked of occupiers in different properties, as explained earlier.
Using SMART PLS, the researcher creates a model that shows postulated relationships between variables and constructs, and tests the strength and significance of the paths. The paths (relationships) are guided by prior research and theory. For this research, the structural models make use of the SERVQUAL dimensions, supplemented by two additional dimensions:
• 'Value for Money', since perception of receiving value for money has been shown in previous research to influence satisfaction (as discussed in the review earlier); and
• 'Property Management', to assess whether the SERVQUAL dimensions account fully for all aspects of property management, or whether additional factors are involved.
Variants of the model which exclude the last two dimensions are also examined and compared.
Each construct comprises one or more formative indicators -variables that are deemed to "cause" the construct. The relationship between a construct and its indicators was tested using principal components analysis, and tests of cross-loadings of variables. These tests confirmed that each indicator loads most strongly onto the construct with which it is conceptually linked.
The dependent variables of interest are those that relate to satisfaction, loyalty and advocacy. The Carifio & Perla, 2007) . Indeed Hair et al., (2014, p. 9) emphasise that a well-presented Likert scale, with symmetry about a middle item, is "likely to approximate an interval-level measurement" and that "the corresponding variables can be used in SEM".
Tests of validity were conducted on the formative indicators, the reflective indicators and the structural (inner) model according to the protocols suggested by Hair et al. (2014) . The indicators were assessed for multicollinearity and were found to have a maximum variance inflation factor (VIF) of 1.62, confirming that they are not excessively highly correlated. The results of tests for discriminant validity and composite reliability using AVE, the Fornell-Larcker criterion and HTMT ratios are not included in this paper but are available from the author upon request. The statistical significance of path weights was assessed by bootstrapping procedure; the large sample size means that almost all paths are statistically significant at 95%, with most being significant at 99% (p< 0.01). In addition to assessing the path weights and effect sizes, SMART-PLS was also used in this research to perform "Importance-Performance" analysis, creating a Matrix which helps service providers understand where to focus efforts to improve service delivery to achieve greatest impact (Haïr et al.,
2014; Keiningham et al., 1999; Martilla & James, 1977) .
Robustness checks were conducted to assess the validity of results. These included using variants of the model and treating missing variables in three ways: pairwise deletion, mean replacement and "multiple imputation". Results are shown for the model variants using the pairwise deletion method, since this retains more of the variability in the data. The findings proved to be consistent whichever approach was used, and results for all methods are given in Sanderson (2015) .
Results
Results Results Results
Research Figure  Figure 2 2 2 2 classifies the responses when 100 property directors of many of the largest corporate businesses in the UK were asked to give up to three characteristics that they consider to be most desirable in a landlord.
Figure 2: Property Directors' Opinions about the Characteristics of an ideal Landlord
The general consensus amongst corporate property directors was that a good landlord should understand the needs of the occupier, be flexible and communicate with the tenant, adopting a partnership approach. Respondents require:
"Flexibility, and a willingness on the part of the landlord to strike deals in response to changing market conditions".
Property directors also emphasized the importance of good service charge management, with timely budgets, transparency about costs and clear documentation.
Interviewees were also asked what landlords need to do to improve the landlord -tenant relationship.
The most frequently cited suggestion was "Communication", which, as shown in Figure  Figure considered the most important quality in a landlord. Related suggestions included the need to "build relationships with tenants", "to have a single point of contact so that occupiers know who to speak to", "closer liaison with tenants", and "a better understanding of tenants' business needs." Other suggestions related to value for money for service charges, and to flexibility -"lease flexibility", "flexibility of approach" and "flexibility with licenses for alterations".
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The remaining analysis relates to the quantitative responses from the interviews with owners, CRE managers, office managers and facilities managers of businesses renting offices in the UK, for which correlations with Overall Satisfaction were presented in Table  Table Table  Table 3 Table  Table Table  Table 4 4 4 4 gives the total effects, combining both direct and indirect paths, of the latent constructs on the four dimensions of interest in this research, for several model variants to check the reliability of the results. It can be seen that the paths with the greatest effect are the following:
• 'Assurance' -> 'Reputation';
• 'Empathy' -> 'Property Management' and 'Total Satisfaction';
• 'Property Management' -> 'Reputation';
• 'Reliability' -> 'Value';
• 'Responsiveness' -> 'Property Management' and 'Reputation';
• 'Tangibles' -> 'Property Management' and 'Total Satisfaction'.
The size of the effects are given in Table  Table Table  Table 5 5 5 5, from which it can be seen that most effects are 'small', using Cohen's (1988) criteria, but the effect of 'Property Management' on 'Reputation' is 'moderate' and that of 'Tangibles' on 'satisfaction with 'Property Management' is 'Large'. Table  Table Table  Table 4 Table  Table Table  Table 5 given by occupiers. The importance is inferred from the path coefficients from the structural equation modelling. Table  Table Table  Table 6 6 6 6 shows the data that is used to generate the graph, with variables ordered from lowest to highest performance and from highest to lowest importance. The office occupiers in these studies performance. Therefore property managers should liaise closely with occupiers to determine which additional amenities would be appreciated, and discuss the financial implications of supplying such amenities. Table  Table Table  Table 6 • Office occupiers' satisfaction with property management depends mainly upon 'Tangible' aspects of their tenancy: the office building, its location and the amenities provided and also upon their property manager's responsiveness to requests, and by their communication and understanding of occupiers' business needs. These factors are very similar to those affecting occupiers' overall satisfaction.
• Satisfaction with 'Property Management' has the largest impact on office occupiers' perception of the reputation of their landlord; 'Assurance' (primarily Professionalism and Corporate Social Responsibility)
and 'Responsiveness' are also important.
• For maximum impact on perception of reputation amongst respondents in this sample, landlords and property managers should focus on making legal processes more straightforward, giving demonstrable value for money for rent, and responsiveness to occupiers' requests.
• The factor of most importance in determining office occupiers' satisfaction with Value for Money is the 'Reliability' of the service they receive; for office occupiers, the main determinants of 'Reliability' are the accuracy and clarity of documentation and the maintenance of their building. and 'Value' (p=0.001). The key formative indicators in the decision to renew would appear to be value for money for rent, the leasing process, legal processes, and office amenities. Whilst satisfaction with the building itself is generally high, it appears to be of low importance in lease-renewal decisions. This finding supports previous research which shows that lease renewal rates are lower for offices than for other sectors of UK Commercial property (Frodsham, 2010; IPD et al., 2013; IPD & Strutt & Parker, 2012 ) -if there is less attachment to the actual building, there may be fewer barriers to "defecting". Additional analysis using multinomial logistic regression found Value for Money for Rent to be the main determinant of lease renewal intentions, highlighting the need for landlords to provide value for money and to be transparent about costs so that value can be understood and appreciated. Figure  Figure Figure Figure 7 7 To answer this research question, the variable in which occupiers' rating of their willingness to recommend their landlord was converted into a binary variable in which a rating of '5' was treated as 'Yes' while a rating of '1' to '4' was treated as 'No', analogous to the 'Net Promoter' concept (Reichheld & Teal, 1996; Reichheld, 2003) in which customers are asked to rate their willingness to recommend a service provider, using a scale of '1' to '10', with those rating '9' or '10' being deemed 'Promoters'.
Binary logistic regression was conducted using the SERVQUAL dimensions as explanatory variables.
The resulting odds ratios are shown in Table  Table Table  Table 7 7 7 7, in the column Exp (B).
For office occupiers, the best predictors of 'Willingness to Recommend' are 'Assurance' and 'Empathy', For each unit increase in satisfaction with 'Assurance', the odds of an occupier rating as '5' their willingness to recommend the landlord increase by a factor of about 4.8. For 'Empathy', the figure is about 1.8. The correlations with 'Willingness to Recommend' of the individual variables which comprise the SERVQUAL dimensions are all highly significant. Advocacy is mainly influenced by the professionalism of the property manager, occupiers' satisfaction with the leasing process, the perception that the landlord is a responsible corporate citizen, and that the property manager understands the occupiers' business needs and communicates effectively. Table  Table Table  Table 7 This research has demonstrated that the most influential factors in achieving occupier satisfaction, loyalty and advocacy amongst UK office tenants are (i) the physical aspects of the property; (ii) the empathy of the property manager; (iii) the assurance that an owner or managing agent can give the customer; and (iv) perception of receiving value for money in terms of the overall office occupation.
This section discusses the combined impact of these features, drawing out any insight that the research offers for owners, corporate occupiers and managing agents in turn, and making suggestions as to how this might affect their work. The paper ends by discussing the nature of owner-customer relationships and trust and making recommendations for how the property industry as a whole can move this subject forward.
Owners' capital investment strategies Owners' capital investment strategies Owners' capital investment strategies Owners' capital investment strategies
The physical aspects of most importance to the corporate occupiers in this study are the specification, form and function of the property, its location, and the amenities within the building and in the vicinity. The property itself is crucial, offering scope for landlords to improve occupier satisfaction and reduce the risk of defection by keeping it up-to-date, echoing the findings of Appel-Meulenbroek,
. Property trading to improve the quality of an investor's overall portfolio is an obvious strategy.
For owners and managers with more limited trading potential, cost benefit analysis of different refurbishment strategies will need to be undertaken to arrive at appropriate capital investment levels for ageing properties. Also, given the inflexibility of location, innovative approaches to amenity provision might be employed to enhance the value to customers of a poorly located building. For example, employee buses might compensate for a location some distance from public transport hubs.
Similarly, an ageing building with limited ability to boost a customer's profile might be given a foyer makeover. In such cases, what is crucial is that investment decisions are made on an informed basis:
eliciting priorities from the customers themselves through simple discussion will allow a manager to target resources most effectively, involving a two-step process of (i) analysis of customer dissatisfaction, (2) review and agreement of remedial investment.
The perception of receiving value for money is the key determinant of occupiers' loyalty i.e. their stated likelihood of renewing their lease. This was found to depend upon the reliability of the property management service and the transparency of service charge documentation. It is therefore crucial that owners are very careful to account capital improvements accurately and ensure that no such items reach the service charge. It also depends upon property managers using their knowledge and buying power to arrange for services to be supplied in a cost-effective way, and using their expertise to offer advice to occupiers to enable the latter to obtain good value from their tenancy.
Corporate managers' property selection strategies Corporate managers' property selection strategies Corporate managers' property selection strategies Corporate managers' property selection strategies
In terms of corporate occupiers, a long term perspective is demanded when choosing a property to rent:
occupiers should consider carefully whether it is likely to meet their current and future needs, and whether the amenities and service provision are suitable (Sanderson & Edwards, 2014) . For the occupiers in this research, amenities are considered inadequate in many cases. Heating, ventilation and air-conditioning are also found to be important but sometimes unsatisfactory. Ironically, despite property being the second highest annual cost for corporate customers, few conduct adequate due diligence before investing in a new property. New corporate customers should routinely request customer satisfaction survey data from previous occupiers and full disclosure of the age, state of repair and sufficiency assessments of heating, ventilation and air-conditioning. Negotiation of service contracts should focus on performance and response rates, with service charge rebates for delayed restoration of disrupted utilities. Since the customer is effectively paying for the managing agent through the service charge, they should be entitled to some redress for inadequate or inefficient building management. Value for money is an important customer requirement in office occupation, and corporate occupiers should be acutely aware of their total overall costs of occupation (IPD Occupiers, 2013), and be able to make comparisons with the costs they would incur if they were to own, rather than rent, their property. Occupiers should be proactive about requesting changes to processes that they perceive to be inefficient, as well as querying expenditure they feel to be unnecessary.
Prioritising Improvements by Managing Agents Prioritising Improvements by Managing Agents Prioritising Improvements by Managing Agents Prioritising Improvements by Managing Agents
Use of Importance-Performance matrices should be routinely employed by property managers when prioritising all aspects of their work. The Importance-Performance matrices shown in this paper relate to the responses from the 1334 occupiers in this study. However, each building is different, and each owner-customer relationship is unique. Therefore property managers and occupiers should work together, at an individual property level, to establish which specific aspects of property management are of high importance to occupiers but perceived to be of low performance. With such information, property managers can ensure that the services that they prioritise have the greatest impact on occupier satisfaction, loyalty and advocacy
Building relationships Building relationships Building relationships Building relationships
This research has shown that customers want property owners and their agents to have some empathy for their own business: in short, customers want to be understood. Improvements in this area need to Research in Australia has shown that empowerment, restraint of power and responsiveness are the main determinants of trust in retail tenants in shopping centres (Roberts et al., 2010) . Owners can build trust with occupiers by not excessively exercising power at rent reviews. Whilst this recommendation might seem insufficiently commercial, it is wise to remember a fact that many Like empathy, the extent to which a customer feels 'assurance', depends upon the professionalism of the owner and service provider, and encompasses trust and reassurance. Assurance is particularly influential in a customer's willingness to recommend their landlord or property manager, and in the overall reputation of the landlord. At the micro level, trust between individuals and/or organisations is based on the decision of one party to rely on another party under conditions of risk. At this level it is acknowledged that trust has three dimensions: trusting someone builds on a decision which is based on an assessment of the other party's competence, integrity and benevolence (Bachmann & Inkpen, 2011) .
Individual property owners and managers can therefore gain assurance from their customers through their everyday interactions by (i) demonstrating professional competence in the legal, technical and financial management of property; (ii) ensuring ethical, transparent and accountable practices; and (iii) demonstrating a positive attitude and responsiveness to requests in the way in which the property is managed. In such cases, the property owner and customer might never meet, and the managing agent functions as a 'third-party guarantor' playing an essential role in trust development, bridging each party's knowledge domains and making judgments on behalf of the owner. In this respect, owners need to be absolutely confident that their interests are best represented through very careful and regular evaluation of managing agents. . . . The criteria through which owners might conduct such evaluations can be informed by research into how to develop trust at the relationship growth stage, which has found that the crucial factors in the development of ability trust are performance, expertise and communication. With respect to the development of integrity trust, honesty, integral actions and candid responses were found important and for benevolence trust, actions and attitudes emerged as key factors (Dowell, Heffernan, & Morrison, 2013) .
Conclusions
Conclusions Conclusions Conclusions
Property has always been a people profession, where success is predicated on building long-term relationships, trust and assurance. However, the relationship between landlord and tenant has not necessarily reflected this prevailing culture. Trust occurs at several levels. At the micro level, individuals and organisations can build trust through regular interaction, as described above.
However, in the absence of individual interaction, for example where an owner and customer might come together for the first time, institutional trust in the macro level can be very important. Taking
Giddens ' (1984) definition of institutions (as structural arrangements represented by rules of behaviour to which individual and collective action is oriented), the arrangement of the real estate investment market, in terms of landlord and tenant legislation, codes of practice, education and certification of members of the property profession, and the norms, structures and procedures of the real estate industry as a whole, will all influence the extent to which customers place trust in owners.
Hence, the current practices employed in the leasing process itself, and the terms of the lease, are significant components of the 'Assurance' construct. In the increasingly global marketplace, corporate property managers' confidence in the institutional arrangements for both real estate and business generally of particular countries (the macro level) will influence their choice of location. At specific locations (the micro level) the individual owner's approach to business, norms, structures and procedures will contribute to any assessment of their trustworthiness and customer focus (Palm, 2011; Real Service & EPRA, 2012) . In this respect, property owners cannot afford to act in isolation and with antipathy toward development of the real estate industry as a whole. Satisfaction with legal processes appears low amongst occupiers, and this analysis indicates that improving or streamlining these processes has the scope to improve occupiers' perception of receiving value for money, and hence their overall satisfaction. The industry's move towards greater flexibility, shorter leases, flexible use of space, break clauses, rent-free periods, and the option to pay monthly rather than quarterly should continue to help build institutional trust. However, property owners need to continue to engage in debate about the appropriateness of changes to institutional arrangements and to work with corporate occupiers to seek continual improvement to the market. Low satisfaction with legal costs suggest that there is still work for the industry to undertake as a whole in continuing to drive down the transaction costs of property leasing.
